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spplicadon monltbring the^stetus of the s p e dsto ts snd prompting the web server to estet>iish e oom>ecdon 
between e support specistet computer and s user compmer when s specieiet t>e com e s eveileble. Once 
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ntMftfTlitfiTCTtitn 

The preBent invaitian relates to conqrater support and in pM*i«iplir to a 
dak accessible tfaoas|i a Imne page on ttie wodd wide wd> C**web"). 

5 Backgremm Of Thg l«v*^»tffB 

... It is comiiKmpractk^e for software siqjplien to set iq> help desks so tibat 
users of the software can seek help to diagnose and solve computer software aad 

liaid wai« problems. In most instanoes, these he^derics are aceesaiMe only by 
t ele ph on e ova- a public switched telephone netwoik (PSTN). In oider to gain access 

10 t» the help desks, usen with computer problems dial q)ecial toll fieennniben to 
comiect to flie betp dedc and then convev in£ama*i»n r^^irr^^ rmnptrtcr 

problems to die he^ desk eittier by voice or by DTMF dialing signals. Ihiahas 
Hmiled-fliretBbetrveness of these help 

For example. U.S. Patent No. 5367.667 discloses a ayatem for 
pat fct. ii iiig remote computer system diapioatic tests. A userrequiring assistance calls 
a hdp-dedc rqiresentative via a ^q>hone. The rqvesentative in turn creates a case 
lileonahelpdeskcoaaputer. The case file includes the modem number to the user's 
oompnter.-call and computer identification infinmatian. The representative also 
sdects Agnostic tests to be nm on ftie user's ccnnputer based on ftie vcdial 
ii^wniation given to the r qi res e nt ative by the uaer. The iqpreaaitative Oien cmtes a 
batrfi job which causes the help desk conqniter to coamect to the user's oouqiuter and 
inauma Uiie naer's computer to nm ftte diag nos t i c tests. The telqyhone and ootiqmter 
connecfions b etween ftie user and the rqaescntative are ttwabnAieo. When flie 
have been co mplete d by the naert co tnp n f e r , the uaer's ooaymer 
wifti ttie h^ desk comjMilei and reports flie remltg of Hi^ lP^^i afa. ^y^ s 
The lepineiUaUve after reviewing the resuhs of the djagnoetie tet«, teigAnnrs the 
user^and provides rec ommm d atio ia to solve the user^ cim^mter pnblemB. 

. Help desk software has also been devdoped for use oo local area 
netwodcB (LANs) to allow a technician to diagnose and sohre prablems on a remote 
30 compoter. For example '14ETmanager" avaihd>le fiom Brightworic Software aOowa a 
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computer oo • tp access the screen and control the 

comimler on the LAN where a user ofthe computer is experiencing problems. This 
allows the technician to help remotely the user in an attempt to solve the user's 
ounputer problems. 

5 Although help desks exist to diagnose and solve computer problems, 

the design of conventional he^ desks hM limited flie acleot to whidi help cm 
provided to a user. Accordingly, improved help desks are desired. It is therefore an 
object of the present invention to provide a novel web based help desk, a novel help 
desk web page and a novel method of providing support to a user computer at a 

10 remote location. 
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Acconling to one a^ect of die foeseot invention there is provided a 
wd> based help desk Gompriang: 

a web server having memory for storing a help desk web page, said 
web server aUo wing remote user conqmlers to sccess said wd> server via an hiteinet 

or Intranet connection and to access and display said web psge; 

a plurality of siqiport q»ectali8U operating computers in 
communication with said web server to allow said support specialists to communicate 
with user con^ters requiring support, said support specialists being selectable by 

said user computers via said web pa^ and 

a support specialist status application monitoring the status of said 

support speciaUsts and user computers requesting support and prompting said web 
server to establish a connection between a support specialist computer and a user 

25 computer when a sivport specialist becomes available. 

Preferably, fte web based help desk fiirther inchides an Expert System 
including a knowledge base to disgnose computer problems based on problem 
information ga&ered from user computere. the Expert System being selectable by user 
computers via the web page. 
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b a preftsn^ embodiment, the web page w 
statuB infimnatioii concemipg tbe suppwt ^>ecialists and the number of users in a 
ciueoeseeldng aoeesstotfaesupiKmspM The applet is updated lyy the support 
a p ariaisf status application to provi^ cunreot mppait BpcdmSgt, status and queue 
5 infinmation. The page also pres e nts infennation coDoeming the area of expeitise 
ofeachoftliesiqyport specialists. Tbe applet allows a user to select a specific siqsport 
spcc/iab'st to wbam the user wishes to be connectod. The web page further includes 
Indos to personal wd> pages of the support specialists. The personal wd> pages 
present detiifiMl biographical infbmiation concerning die support spedalisls. 
10 Accovding to aiK>to aspect offhe present invention there is pn>vided a 

help desk wi^ pag^ Gonqirising: 

support specialist infommtion areas presenting expertise infomiaticm 
conceniing said support specialists; 

a first qiplet presentiEg support q>edalist status and queue 
1 5 infiMxnati on, said applet being tq^dated to provide current siqvport specialist status and 
queue infivmaiion and selectable by a user to allow said user to select a siqiport 
specialist and/or enter said queue; and 

- a selectable Expert System ^let, said E3q>ert System ^let gatfaeri^ 
user conqniter problon infomiation when selected by said user. 

20 Aoccmling to stin yet another aq>ect of the present invention tiiere is 

pfDvided a netiiod of providing siqyport to a user conq>uter at a remote location over 
Hbe Internet or Intranet conqnising the steps o£ 

- immdi]^awd>8eriwlunringmemoiyforstoriiigahe^deski^ 

- -pagersaid wd> server-allowing remote user computers to access said web page by way 
25 ofiibttenietorlnlnKnetcanne 

providing a plurality of support qiecialists operstiAg crnnpntrrs in 

siqqxn^' said su|qK>rt q>eciali8ts being selectd»le by way of said wd> pag^ 

■ - - monitoring the status of said suppoit specialists and user conqHiters 
30 requesting siqqwrt via said wri> page and estdilishing a socket connecticHi between a 
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supp«nt specialist and a user computer via said web server when a support q>ecialist 

bectnnes available; and 

providing an Expert System indoding a knowledge base to diagnose 

computer problems based on gatbered computer problem information, said Expert 
5 System being accessible by user computere over said Internet or fatianct connection 

via said wd> page. 

The present invention provides advantages in that a user at a remote 

location coiitw:ting e»e-help desk with a problem using Ibeir compute is presented 

with a significant amount of infinrnation as soon as the help desk is accessed. 
10 Specifically, when a user accesses the help desk, the user has access to on-line 

documentation, an Expert System and a variety of support specialists. 

rrtK ^Tfc^ Briwinw 

An embodiment of the present invention will now be described more 

15 fidly with reference to the accompanying drawings in which: 

Figure 1 is a schdnatic diagram of a communications system including 
a web based help desk in accordance with Hbc present invention; 

Figure 2a is a main web page of the weto based help desk accessible via 

the Internet or Intranet; ~ 

Figure 2b is a personal wd) page of a support q>ecialist; 
Figure 3 is a schematic diagram showing links between a web server 

and a support specialist peiscmal conqiuter. and 

Figure 4 is a schematic diagram showing links between the web server, 
tfieaippnrt specialist personal computer-and a user-personal computer. 
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^ ^n>rf ne« r H p t««» OfTh* preferred FmlMMllmCBts 

Referring now to Figure 1. a communications system is shown and is 
geoerally indicated to by reference numeral 10. Communications system 10 includes 
a help desk 1 2 to provide software and hardware support to remote user computere. 
Help desk 12 is comiected to a wide area network (WANKpublic switched telephone 
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?iPSTN) 14 via Internet and tnndc Gomiectioitt 16 and 18 reqMdivdly. A 
plurality of mmyte oser locations 20 and 22 (only two of wfaic^ 
illttstratiyepiiiposes)ai«aboeaaneetedtotfaeWAN/PSTN14. Umkb at the naer 
fixiifidDS 20 and 22 can estaUiih acomwete 
■S: - hiuiaimt^ioiM dte usen raiuire hdp to diagnose and solve software and hardware 



User kK»ti<» 20 includes a persooal conqMiter 30 haviqg a monitor 32, 

■*53^w«^34™d a mpiise pointer 36.<^>erating in a wdl known manner. A 

telephone 38 is connected to the cooqiuter by of a universal serial bus (USB) 40. 
. JO : MSB 4&iiichules a 12 Mb|t/s serial interfiKse iunning over a 4 wire bus witfi an 
otBoraatediaoAware stack sqspoilii^penidierdcaonecti 
- 30. The peiBonal computer 30 is oonnectai to the WAN/PSTN 14 via an Internet 



User location 22 also includes a personal Gonqiuter 50 havii^ a 
15 Baomtor S2,~-x keyboard 54 and a mouse pointer 56. Unlike uso- location 20. user 
MtitMunki 7% includes a stand alone tdepbone 58 connected directly to the WAN/PSTN 
14 via an analog line connection 60. 

; The help desk 12 is implemented on a local area network (LAN) 70 

aiidllidudes a server 72 and a plurality of support specialist personal computeis 74 
20 (o fi|ly< iB* R >f which is shown for illustrative purposes). Each snppoit qtecialist 

- jKTSOOal cooqwter 74 includes a motutor 90. a keytxMnl 92 and a mouse pointer 94 
— "r---^i®?^i^***«ll>y » taxppmi speoalist having a specific area of eaqMstiaet-A 

- t^q^tee 96 is connected to die personal computer 74 by way of a unlvenal serial 
-bieC(OSB)-9g : 

23 The server 72 b connected to die WAN/PSTN 14 via the Internet and 

tnMlB coiiuBUiuns16snd IgM^jgetrwrfy i^^dwtt OP ftp ectvcr 72 are a wdu 
•SfferwBaport System 82 and its associatad kmiwledge base 84, a cttstoiner 4 

• ^:^ad:«sq90ft specialist status aiid queue (SSSC^appUcalion 88. 
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The customer database 86 stores information concerning customers 
using software supported by the help desk 1 2 such as telephone numbeis. modem 
numbefs. computer equipment as well as prior computer problem histories. 

The Expert System 82 is designed to gsfter computer problem 
information input by users at the user locations 20, 22 as weU as fiwn the customer 
database86. Once the Expert System 82 galhe» computer pnjbkminfermation. the 
Expert System accesses the knowledge base 84 to asses the complexity and severity of 
the computer problem and to diagnose the computer.probkm.^ quality of matches 
between the diagnosed computer problem and known problems stored in the 
knowledge base 84-is also determined. The Expert System 82 may be implemented 
using existing Expert System software such as for example OPS5 available fiom 
Carnegie Mdlon Univereity or CUPS available fiom NASA. Alternatively, the 
Expert System can be developed using an Expert System shell such as for example 
VP-Expert available fiom Word Tech Systems inc. 

The SSSQ ^fication 88 uses a conventional ACD/hdp desk queuing 
algorithm for managing connections between support speciaBst personal computers 74 

and user computers 30. 50 seeking help fiom the help dedc 12. 

The web server 80 is a standard internet or Intranet computing machine 

and displays help desk wd» pages of Hypertext Markup Language (HIML) format. 
HTML is a markup system used to create Hypertext documents thst sre portable fiom 

platform to platform. An Internet Hypertext Transfer Pnrtocol (HTTP) allows 
infimnation to be transfened between the web server 80 and the personal computers 
30. 50. The web server 80 supports a Common Gateway InterfiM:e (CGD capable of 
naming eOI programs to mediate transactioos-bctween the.wcb senrer 80 and the 

25 personal computen 30. SO. 

The help desk wd> pages are stored in memory of the web server 80 
and are made accessible to the personal computers 30. 50 at the user localioos 20. 22. 
Users of the personal computers 30. 50 can use a standard web browser such as fi»r 
example Netscapc«B> available fiom Netscape Communications Corpoiatioo or 
Microsoft Internet Explorer® available fiom Microsoft Corporation to locate and 
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30 
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: access ^ help desk web pages. As is weU kziown, fliese browsos read HIML 
coded wdi pages so fhst the web pages in fbe memoty of the web server 80 can be 
dnplasyed CO the mcniliin 32, S2 of ibe penooal cooqialets 30, SO. 

Refinring now to Figure 2a, flie niain help dedc wd> page 1 10 as 
dfas^sSfed on thexnonitorof anserpenonal con^Hiteris iUuslialed. As can be seen, 
tfarwBbpagellOmchidesasuppOTtqwcialistinfimnationarea 1 12 piesendi^ ■ bat 
of the support, specialists cpenting peraonal rompiitere 74 and their areas of eoqiertise 
irjujv^jtuiSSSQlvnL^ support qiectafists 

.mid tfie niBiba- of people in the queue waiting to be connected to a iBupport spedalisL 
TkmSSSQ JwA applet 114 can be invoked by fclickmg^on the appltt using a mouse 
pointer. vWbcar^ S^Q Java jqjplet is invoked, ttie user can request to be pl^^ 
the 4ueue and if desired, to select a particular siqjport qwciafist to 
widiesio beoanoected. 

The web pi^ 1 10 also inchides links 1 16 to the penonal web pages 
1 18 ofeach of the support q>eciali8tB. These personal web pages (one of which is 
shown n Figure 2b) indude picturss 120 of dkB siqiport qtedalists togettier witfi 
deuul u l U egnyhies inchnfing peraonal and technical information 122 ttlathkg to tfie 
sujiptwt Bpeciahsts. . — 

' The web page 110 also inchides an ES Java ^let 130 selectable by 

"cliddng" on it using a mouse pointer to access tiie Expert System 82. TheESJava 
^q>let once invoked allows a user to input information relating to the user's computer 
problemCs). - The ES Java applet 130 gathers die computer problem infbimation and 
ocqovays it talfaeExpert System 82. The Expert System 82 in turn accesses custofner 

-<iatBhftie^86:and ia)e knowledge base 84 to try to diagnose the oompnier problem. The 
teauMs o^flie BKpert ^rstem^ dii^nosis can eatfier be pieaeirted to die uaer or to a 
wppect ipecdalist as wiU be described. The ES Java qiplet 130 also provides a liak 
(ixrtj^ow^flO:on-liiie solution docnmentatioD stoied m die knowledge base 84. Tlie 

janAsmutjoti documentation provides solutians to a variety of known cumpulei 
problitiins. 
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If a use* at user location 20 requires support to diagro 

computer software or hardware pioblcm. the user through their personal computer 30 
accesses the help dcA web page no via an Internet comieclion over the WAN^ 
14 in a conventional manner. Hic web seiver 80 downloads the web page 1 10 from 
the web saver memory to the penonal computer 30 allowing the web page to be 
displayed on the monitor 34. After the web page is downloaded to the pefsonal 
computer 30. the user is prompted to enter customer data which is conveyed to the 

wd> saver 80 and Stored in the customer database^ 

avaitable to the support speciahst if the user and the support specialist are connected. 

•n,e time at which the web page is accessed is ah» used to determine the user's 
priority in the queue if the user elects to be connected to a support specialist by 
mvoldng the SSSQ Java applet Alternatively, fl»e user can be pronq,ted to enter the 
eurtomer data after the user invokes the SSSQ Java qiplet 1 14 and elects to be placed 
in the queue. 

Once the web page 110 is displayed on the monitor of personal 
computer 30, the user has a number of options. The user can review the support 
specialist and expertise Ust presented in mformation area 1 12 to determine which 
support specialist appears to be best suited to diagnose and solve the user's computer 
problems. If desired. thelSer can access the person^ web pages 118 of one or nKHC 
of the support specialists by -cUcking" on the appropriate links 1 16. to fiuniliarize 

themselves with the support specialists. 

If the user decides to be connected to a support specialist, the user 

-clicks- on the SSSQ Java applet 114 using the mouse pointer 36. When the SSSQ 

-Ti^^ia is-ihvokedrthe user is I^^^ «^ "P***^ 

desired. Ifno specific support specialist U entered, the SSSQ Java applet 114 conveys 

Ihe entered infimnation to die SSSQ appEcation 88 by way oftbewctosenrer 80. If 
the ^ific support specialist selected by the user is available or ifno specific support 
specialist was selected and a support specialist is available and no other users are 
waiting in the queue, the SSSQ application 88 prompts the web server 80 to open a 
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sodcot Goimection between Oe available siqipoit speeiaKsf s peraonal compulm 74 and 
•30. 



10 



15 



However, if no support tpcdaSast » available or if a queue exists. Oie 

1 88 places Ihe user in the queue ao Oiat the user win be conneciad to 
tfaoiMM available siqiportqiecialist when Iheyieacfad^ 

ic support q>ecialist is entered, the user is placed in the queue fw 
■peeialisL 

Once a conneciion between a support specialist personal computer 74 
^eemiHiter is tcnnioated. tat SSSQ sppUcation 88 waits for a predetemiined 

amonm of tiniB.te ei^»8c befiw prompting the wd> server 80 to comiect the si^^ 
y a r 4a jist pgspoal computer 74 to fee user at tte top of tiie queue. TbeSSSQ 
appficadqii 88 generaUy continuously monitois the ststus of the support specialists via 
socket connections between the SSQ application 88 and the aiqiport qwcialiat 
pmooid computes 74 as weU as the queued 

SSSQJava applet 1 14 so that iq»4oHlate infiMnurticm concerning 
" '^^WB»e^ Siwcialists status is preBentad to im,^ a.^— ^jng tK» | iq 

j i;;: p^^AHgT s conuection between a support q>ecialist personal computer 74 
nkdrfiSV^qonqNiter is made; a lex^ 

cxclMngedbetwm the support qiecialist and tiie user over the Internet Also, the 
20 web w« 80 downloads a VC Java applet 160 onto both the user computer 30 «n^ 
4ie support qiecialistpeiBoniil computer 74. The VC Java applet 160 when invoked 

causes the web seiver 80 to open a socket connection between the support specialist 

peroal computer 74 and the user compmer 30 to altow a voice con v en t 
»_ — PJi^cbetweajfae_n«eraml.die.suppM 

25 «b«^iB«nner, the support qiedalist can talk flic uaer through the « 
an atten^pt to diagnose and solve fliepwMcm. 

= if the user wishes to make use of file Expert SyMcm 82 while they 
in %ian«ie wiritmt fer a connectioo to a siqiport specislto 

*^<*>e.<^^9eitSystem.theuserean"cliGk"antheES Javnspplet 130. 
30 invoiild; the ESJsva applet pronqits the user to enter infonn^^ 
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computer problem to be diagnosed and solved. The infbnnation ga&ered by the ES 
Java iWlet 130 is sent back to the web server 80 and is eoBveyed to the Expert 
System 82. The Expert System then gatfaen any historical compnter problem data in 
the customer database 86 for the user and analyses the computer problem infbmiation. 
Using its knowledge base 84, flic Expert System tries to find matches between the 
analyzed computer problem and known computer problems stored in the knowledge 
base. If the quality of a match is high, the Expert System 82 conditions flic web 
-8enw-80 to-download-an-HTML page stored in-flie-knowledge,base.84 to flie user. 

The HTML page includes suggestions to deal wife the computer problem. If the 
quafity of flie matehes is not Jiigh. flic Expert System 82 conditions flie web server to 
download information to the user providing suggestions on where to look in flie 
knowledge base on-line solution documentation for a potential solution to flie 

computer problem. 

If flie user connects to a siqiport specialist after using the Expert 

Syrtem 82. flie infonnation gafliered by flie Expert System and flie results of flie 
Expert System's diagnosis are provided to flie support specialist by way of an ESI 
Java applet 180 so fliat flie information can be viewed by flie support specialist when a 
connection between flie support specialist and user is made. Matches found by flie 
Expert System are presented to Uie support specialist in a list in order from flic most 
severe diagnosis to flie least severe diagnosis. Information conveyed to flie user by 
the support specialist via flie text interface is recorded by flie Expert System 82 and 
stoivd in flie knowledge base 84 for flw sake of learning. The infomuition is also 
stored in flie computer database 86. The Expert System Icams new cases based on 
inteimatia i^« by flw uaenractions taken by flie support special^ 
fiom flic user concerning the results of tfie suggestions made by ttie Expert System 

and the siqnxnt ^lecnalist. 

If duEoag flie help session, the support ^lecialist determines that 

anoflier support specialist is better suited to handle flie session, flie ESI Java applet 

180 is forwarded to flie new support specialisl and a connectioo between flie new 

support specialist and the user is establidied. 



If a user at user location 22 establishes a oomectioo with the he^ 
12aaiiDilarpiooessi6perfi»med. However, since the user location 22 doe* not 
inctede a tdephone comieeted to the penonal Gonqniler SO via a USB hut lather h^ 
stand alone tdephone S8, once a connectioa is made between the si^iiNvt 
j i ju iiMa 1 ccmiputer74andtiieu»ercMnpatcr50,ifapi>one cunn e cti onistobe 
estsblisheditisdonesoovcrlhePSlNU. In this case, the sqipoit speciaUst 
retricvoft the tclqrfxme nrnnber of the user firon tfie customer databaw 86 and dials the 
number to ^t^li^ a conyeittipnalj»>ice.ccHmection witfi the-user.— If a tdephane 
OQDneictksncniDot be establiabed, another qjplet can be loaded onto die ntppmt 
spedaSst persoDal computer 74 and-tfae usei's personal conq>uter 50 to allow text to 
be^isliveral back and forth between the sopport q)edalist and the user. 

.. As wiU be appreciated by those of skin m the ait. the web based he^ 
desk of th^pBaenl invention provides a lemole user witti mibanatiaa to solve a 

eonipuler problem basically «• soon as a oonqmler connection is made lo flw 

desk. The user can be connected to a selected one or any avaihible support socialist 

^an^tBr^access snE^iert System. A text inteiftcecsn be eslablidied between the 
support specialist and the user and/or a voice connection can be *«* ^«H f fa nt to allow 

dfttajo.berafnhanged. 

Althoush a particular emhodiment of the present invention has been 

described, those of ddll m the art will iqipredate that variations and modifications-. 

may be made without departing fiom the spirit and scope thereof as defined by the 
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"^f ilB- 

1. A wd> based he^ desk comprinng: 

a wdb saver having memoiy for storing a help desk web page, said 
wd> server allowiiig remote user computeats to access said wd) server via an Internet 
or Intranet ctxinecticMi and to access and diq»lay said web page; 

a plurality of support qwdalists operating computen in 
-communication with said jkrpb.serwr to allgiLSMd^^ to conununicale 

witib user computes requiring support, said siqiport q>eciali8ts being electable by 
said user computen via-said wd) page;-and — — - — - 

a siq>p(»t specialist status application monitoring the status of said 
support specialists and user computers requesting support and prompting said web 
server to establish a connection between a support specialist computer and a user 
con^ter when a support specialist becomes available. 

2. A wdb based hel^ desk as defined in claim 1 furtiwr including an 
Easpen System inchiding a knowledge base to diagnose computer problems based on 
problem mformation gathered from user computen. said Expert System being 
selectable by user computers via said web page. 

3 A wd> based help desk as defined in claim 2 wfaeran said wd> page 
includes an applet presenting status information concerning said support specialists 
and the number of uscra in a queue seeking access to said support specialists, said 

—applet being updated-by-saidsupportspecialist.^&isjppKc^MIt^ 
support q>eualist status and queue infixmation. 

4 A web based help de^ as defined in claim 3 whereiD said wd> page 
presents information concerning the area of expertise of each of said support 
specialists, said applet allowing a user to select a specific support specialist. 
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5* Awebba86dlie^dedcasdefiiifidmclaim4wlicretn8aM 
fiotber includes Itiiks to person 

wdb pages {Rocntiiig defied biogi^^ infbrmaticMa ocmoeminig said siqjpcnt 

6. A web based help desk as defined in claim 5 wherein each of said 
personal web pages presents a picture and detailed personal and technical infcMmation 
of aauppcNt specialisL : , 

J7 A w^ based help desk as d^ned in claim 2 !«4ierein.8aid web page 

includes a second applet selectable to allow a user oonqiuter to access said Expert 
Systeoiy said second applet fmmqyting users to enter conqputer pioblem infinmation 
and fiswasding gathered infonooation to said Expert System for psoccssing. 

8. Aw^basedhelpdeskasdefinedinclaim 1 wheicdn said stqiprnt 
apfi^ii^s and users further establish vmoe comnmnication connecticMis after said 
computer connections have been estabUsfaed. 

9. - . - A web based help desk-as defined in claim 8 wherein said voice 
jo fmmmicati op connections are established over apublic switched telephone netwoik. 

to. :. - -A web based help desk as defined in claim 8 wiierein said voice 
communication connections are established between said support specialist computen 
and said user computers over Internet or Intranrt connections, said voice 
connmmic a t i on connections beiqg initialed by selection of third applets p^^fftiMl to 
said support specialists and user c ompu ters. 

II. A webhasedlie^dedrasdeluMdinclaim7iirtieretnsaidB]q>^ 

System piovides said support specialirt with die infiimiation ga t h ered fiom said user 
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and diagnoses made by said Bxpai System when a user computer and support 
specialist frtaMwK a conqmter conneetiML 

12. A based help desk as defined in claim 11 wherein said gatbered 

computer problem infoimation is provided to said support q»ecialist in the Ibnn ofa 
fouidiqiplet 

_i y A web based help desk as defined in claim 12 wherein said fourth 

applet is transferable between support qiecialists. 

14 A web based help desk as defined in claim 13 whoein said Ejqjert 

System transmits diagnosis inforaiation to said user when said Expert System has 
high confidence that said diagnosis is correct. 



IS. A he^ desk web page ccMnpnsmg: 

support specialist inforaoation areas presenting expertise infonnation 

oonceniing said suppcxt ^>ecialist8; 

a first applet presenting support specialist status and cpieue 

information, said applet-being updated to provide cuircnt support specialist status and 
20 queue infomuition and selectable by a user to allow said user to select a support 
^jecialist and/or enter said queue; and 

a selectable Expert System applet, said Expert System applet gathering 
user computer problem infomiation when selected by said user. 

25 16. Amethodofproviding8iworttoau8erconviit««t«»«»o«etocation 

over the Intenaet or Intranet cOTiiaising die steps of. 

providing a wd> server having merooiy for staring a help desk web 

page, said web server allowing remote user computers to access said wd> pageby way 

of an Internet or Intranet connectioii; 
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|m>viding a pltnaltty of supiNxt q>ecial^ 
comihunicatioa with said web server to oommnnicate witfi user conqnitm requiriqg 
sappon, said support 4>ecialt8ls bemgsdec4d»te by way of said web page; 

monitoring the status of said airport 
requesting support via said wob page and estd>lidiii« a aoc^ 
sqppofft qpedalist conqmter and a user oonqiu^ 
specialist becomes available; and 

providing an Expert Sjrstem including a knowledge base to diagnose 
computer probJems based cm gathered conqrater problem infomiation, said Expert 
System beting accessible by user computers over said Internet <ir Intranet connection 
via aaid web page. 

1 7* Tlie method of claim 16 further c ompr mng the st^ps of imaentiqg 

status infimnation concemii^ said siqiport qpecialists and Hbt mnnber of uscn in a 
queue seddng access to said support specialist; and «»r^oti'nc said status mfixmation 
generally continuous^. 

18. The method of claim 17 fiirther ccmipristng the step of establishiqg a 

voice communication connection between a suppon q>ecialist and a user to 
supplement fiie connection between the siqipott specialist personal computer and flie 
user conqwiter. 
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